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Executive Summary

North Carolina Administrative Code (10A NCAC 26G02067003) requires that all Mental
Health, Developmental Disabilities and Substancas&h_ocal Management Entities (LMES)
utilize standardized complaint response and comptaporting procedures regarding services
provided in their catchment areas. These rulds gtat LMEs are required to receive, review,
respond to and report complaints regarding any ahéeialth, developmental disability and/or
substance abuse service. This requirement inclemlaplaints regarding all facilities licensed
under NC General Statue 122C-Article 2 (except halsp), unlicensed community-based
services and LME services. For the purpose ofrdpsrt and LME data collection, we define
complaints as “any expression of dissatisfaction.”

This report includes aggregate statewide data aed dot include data for each individual

LME®. It is difficult to interpret with certainty theasons for variability in complaint rates
among LMEs. A higher number of complaints may besalt, for example, of increased
education for consumers, families and providersiabonsumer rights, the complaint rule and/or
empowerment efforts to encourage the reportingrasdlution of complaints. In fact, it is
expected that aggregate data in future reportdiglly show increases in the number of
complaints reported to the LMEs due to public awass and consumer education activities.
Therefore, any LME data comparisons would be probte. LMES possess data relevant to
their own catchment areas and should use thesea@kantify trends that might inform quality
management activities.

The complaint data is utilized at the LME leveinform management of trends that may justify
further action or indicate an issue in their catehtrarea. Many LMEs report data trends to their
Client Rights Committees, Board of Directors, Qtydilanagement and Area Directors to
ensure an expedient response to potential areamoérn. LMEs look at complaint patterns to
identify opportunities for quality improvement apubvide technical assistance when needed to
ensure that appropriate action is being taken.ekample, LME staff may initiate an
investigation or a provider review as a resultofradividual complaint. Importantly, LMEs also
provide this information to local Consumer Familghdsory Committees (CFACS).

State Fiscal Year (SFY) 08-09 3rd Quarter ComplainData Highlights:

» Atotal of 1,149 complaints were made to LMEs betwdanuary 1, 2009 and March 31,
2009. Nine hundred and seventy five (84.9%) ofabrplaints received were by or on-
behalf of a consumer and 174 (15.1%) of the comidaeceived were not by or on
behalf of a consumer because they did not diréetglve a particular individual.

» Parents/guardians (315) made 27% and consumersr{tie 24% of the total number
of complaints during this quarter, accounting feechalf of the complaints reported
statewide. Providers initiated 170 (15%) of thenptaints.

! LME data is available upon request. Please cotamrt Berde at (919) 715-3197%tuart.Berde@ncmail.net
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Five hundred and sixty five (58%) of the 975 conmikarelated to consumers were filed
regarding an adult and 330 (34%) were by or on lbeha child or adolescent. Five
hundred and twenty five (53.8%) of the consumevslired had a mental health
diagnosis, 225 (23.1%) had a developmental disgphilagnosis, 124 (12.7%) had
multiple disabilities and 26 (2.7%) had a substaatmese diagnosis.

Three hundred and ninety five (33%) of the compainvolved quality of care, 158
(14%) involved authorization/billing/payment issu®l 98 (9%) involved access to
services.

During the third quarter of FY 2008—2009, Commuidtypport-Adult services received
184 (16.01%) of the total complaints and CommuS8iypport-Child received 139
(12.10%) of the total complaints.

One hundred and ninety seven (17.1%) of the comiglaesulted in an investigation by
the LME, DHSR, DSS or DMH/DD/SAS.

Of the 197 complaint investigations that took pl&&#& (44.2%) were not substantiated,
76 (38.6%) were substantiated and 34 (17.3%) wartgafly substantiated.

Seventy seven (39%) of the complaints that wereshgated required no further action,
67 (34%) required a corrective action plan andA34) resulted in recommendations to
the provider.

One thousand one hundred and twelve (96.8%) aitiaecomplaints this quarter were
resolved.

Nine hundred and fifty two (82.9%) of the complaititis quarter did not require an
investigation. Of these, 518 (54%) were resolweavbrking with the provider, 256
(27%) were resolved by providing technical assistaio complainants and 113 (12%)
were resolved by mediation.

The final dispositions for 1,105 (97%) of the coripts occurred at the LME level.

One thousand and fifty five (92%) of the complaitiis quarter were resolved within 30
days of receipt of the complaint.
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Total Number of Complaints

LMEs received a total of 1,149 complaints from Jagul, 2009 to March 31, 2009. Nine
hundred and seventy five (84.9%) of the complaieteived were by or on behalf of a consumer
and 174 (15.1%) involved administrative issuedinglissues and personnel issues.

Complaints Not
By or On Behalf
of a Consumer
174
15.1%

Complaints By or
On Behalf of a
Consumer
975
84.9%
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Complaint Source

Parents/guardians (315) made 27% of the complamdsconsumers (277) made 24% of the
complaints to LMEs this quarter. One hundred anesty (15%) of the complaints were
initiated by providers. Ninety (8%) were made bynfly members, 69 (6%) were made by
anonymous persons and 83 (7%) were made by LME si#ie chart below illustrates the
remaining contact sources for this quarter.

Consumer
Advocate/
Representative
Attorney 36 LME Staff
Provider 2 3% 83
170 0% 7%
Famllygl\ge mber  15% Other

87

0
8% 8%

DMH/DD/SAS Staff
20
2%
A Consumer
nonymous 277

69
6%

24%

Parent/Guardian
315
27%
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Complaints By Or On Behalf of a Consumer:
Consumer’s Age Group

Statewide, 975 complaints were received by or dralb®f a consumer from January 1, 2009 to
March 31, 2009. Five hundred sixty five (58%) wkyeor on behalf of an adult (age 18 or
over), 330 (34%) were by or on behalf of a chilgg®-17) and for 80 (8%) the consumer's age

was unknown.

Unknown Age
80
8%

Consumeris a
Child
330
34%

/

Consumeris an
Adult
565
58%
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Complaints By Or On Behalf of a Consumer:
Consumer’s Disability Group

Five hundred and twenty five (53.8%) of the commiminvolved a consumer who had a mental
health diagnosis, 225 (23.1%) involved consumers hdd a developmental disability diagnosis,
124 (12.7%) involved consumers who had multipl@bligies, 26 (2.7%) involved consumers
who had a substance abuse diagnosis and for %) 6fithe consumers involved the disability

was unknown.

Disability
Unknown
75
7.7%

Multiple
Disabilities
124
12.7%

Mental Health

(Only)
525

53.8%

Developmental
Disabilities (Only)

225
23.1%
Substance
Abuse (Only)
26
2.7%
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Primary Nature of the Complaint

The issues associated with the complaints are @areg in the graph below. Three hundred
and ninety five (33%) of the complaints were redaie quality of care, 158 (14%) to
authorization/payment/billing and 98 (9%) to acdesservices.
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Exploitation Issues
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Type of Service Associated with the Complaints

Community Support (CS) services were associatell 348 (28.11%) of the total complaints
this quarter with CS-Adult 184 (16.01%) and CS-@HiB9 (12.10%) of the complaints.
Residential services accounted for 173 (15.06%)2Ddargeted case management accounted
for 78 (6.79%) of the total complaints.

Community Support - Adult 16.01% 184
Residential Services 15.06% 173

Community Support- Child 12.10%

DD/Targeted Case Management 6.79%

Other Non-MH/DD/SA Services 6.35%

Not Service Related 6.27%

Outpatient Services 4.61%

Respite 4.09%

Developmental Therapies 3.92%

Not Known 3.66%

Psychiatric Services 3.48%

Community Alternatives Program 3.13%

Other MH/DD/SA Services 2.44%

Medication Administration 2.26%

Community Support Team 1.83%

Assertive Community Treatment Team 1.57%
Screening, Triage and Referral 1.48%

Crisis Services 1.22%

Psychosocial Rehabilitation 0.70%

Clinical Intake 0.70%

Adult Day Vocational Program 0.52%

Mobile Crisis Management 0.44%

Diagnostic Assessment 0.44%

SA Comprehensive Outpatient Treatment
Program 0.44%

Child and Adolescents Day Treatment 0.26%

Substance Abuse Intensive Outpatient Program
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The Number of Complaints that Resulted in and Invesgation

Statewide, LMESs received a total of 1,149 compkafrdm January 1, 2009 to March 31, 2009.
One hundred and ninety seven (17.1%) complaintgteskin an investigation by the LME,
DHSR, DSS or DMH/DD/SAS. The remaining 952 (82.99nplaints did not result in an
investigation.

Resulted in an
Investigation
197
17.1%

Did Not Resultin
an Investigation
952
82.9%
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Complaint Investigation Results

Statewide, of the 197 complaints that were inveséid during the third quarter, 87 (44.2%) were
not substantiated, 76 (38.6%) were substantiatdB4r{17.3%) were partially substantiated

Not
Substantiated
87
44.2% Substantiated
76
38.6%
Partially
Substantiated
34
17.3%
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Actions Following the Investigations

During this quarter, 77 (39%) of the complaintsdstigated resulted in no further action needed.
Sixty seven (34%) of the complaint investigatioesuited in a corrective action plan from the
provider and 53 (27%) resulted in recommendatiorthé provider.

Corrective Action No Further Action
Plan Required Needed
67 77
34% 39%
\\

Recommendations
Provided
53
27%
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Final Disposition for all Complaints

Statewide, of the total number of complaints thateweceived by LMEs during this quarter,
1,112 (96.8%) were resolved, 29 (2.5%) were p#ytrakolved and 8 (0.7%) were unresolved.

Complaint was

Partially
Resolved Complaint was
29 Unresolved
2.5% 8

0.7%

Complaint was
Resolved
1,112
96.8%
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Resolution for Non-Investigated Complaints

Nine hundred and fifty two complaints during thisagter were resolved without an
investigation. More than half of these complaibtsd or 54%, were resolved by working with
the provider. Two hundred and fifty six (27%) weesolved by providing technical assistance
to the complainants, 113 (12%) were resolved byiatied with the parties and 28 (3%) were
resolved by referring to an external licensingtatesagency.

Total Number of
Complaints Not
Investigated that

were Referred to Total Number of

Total Number of Another LME for Complaints Not
Complaints Not resolution Investigated that
Investigated that 11
were Resolved By
were Resolved By 1%

Mediating With
Parties

113

12%

Referring to an
External Licensing
or State Agency
28
3%

Total Number of

Complaints Not
Investigated that
were Resolved By

Working with
Total Number of Provider
Complaints Not 518
Investigated that 54%
were Resolved by
Providing Total Number of
Information or Complaints Not
Technical Investigated that
Assistance to were Resolved By
Complainant Referral to
256 Community
27% Resource and/ or
Advocacy Group
26
3%
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Final Disposition Authority for all Complaints

One thousand one hundred and five (97%) of the diispositions were made by the LME.
Twenty eight (2%) of the final dispositions weredady DHSR and 16 (1%) of the final
dispositions were made by DSS and DMH/DD/SAS.

Number of Final
Dispositions

Number of Final

Dispositions
Made By DSS Made By
. 11 DMH/DD/SAS
Number of Final 1% 5
Dispositions 0%
Made By DHSR

28
2%

Number of Final
Dispositions
Made By the LME
1,105
97%
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Number of Days to Resolution

One thousand fifty five (92%) of the complaintse®ed during this quarter were resolved
within 30 days of receipt of the complaint. Mawfithe complaints that required more than 30
days to resolve were reported to DMH/DD/SAS, DHBBS or another licensing or state
agency for investigatioh.

1,200 -
1,055
1,000 +
800 +
600 -
400 +
200 ~
57
18 7 11
0 ‘ - | ‘ ‘ e
0-30 days 92% 31to 60 days 61to 90 days 91to 120 days Over 120 Days
5% 1% 1% 1%

2 Data collection occurs during the quarter. Howedata is submitted to DMH/DD/SAS 5 months aftex end of
the quarter to allow for complete resolution of@mplaints. This provides an accurate picturesblution and
final disposition for all complaints initiated dag the quarter.
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